kynect and the Federally-facilitated Marketplace
(FFM) for Agents:

Answering Transition Questions
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The Transition




Main Points

. Kentucky is on track to transition to the Federal Health Insurance Marketplace for 2017
. Agents are vital to the success of transition

. kynect will still be kynect
—  All 2016 plans will be in effect through 12/31/2016, will still be able to Report aChange
—  SHOP will continue untilall 2016 plan year enrollments are completed
—  Staff
—  Website
— Call Center
— In-person Assistance
— Events

. Same rules for APTC, Cost Sharing Reductions and eligibility in general
. Biweekly Meetings with stakeholders

— Answer questions

—  Get feedback
. Regional Forums

. Training From FFM on Healthcare.gov and DCBS on benefind

. Importance of Message

ﬁ
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Kentucky’s Tran5|t|on

Consumer Questions and Suggested Responses:

“What's going to happen to my insurance”?

You do not need to do anything now. Nothing is going to change with your current 2016
insurance. But for 2017 (if you have insurance) you will need to apply on the federal
Health Insurance Marketplace (HealthCare.gov) instead of kynect. | can help you. You
can also go online to HealthCare.gov or call their call center which is open 24/7. You'll
get a letter and other information about what to do and when to do it in October. Just
give me a call.

*More anticipated Questions and Answers are available later in this webinar.

————
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Kentucky is in Process to Transition to

FFM

December 30, 2015 KY notified HHS of intent to transition toFFM
A 4

January 28t 2016 KY given list of milestones from CMS that needed to be met
~/

June 2016 Crucial milestone proving connectivity was met with other milestones to follow
A 4

September 2016 Start of FFM training and consumer messaging
A 4

October 2016 Open Enrollment Notices go out

November 1, 2016 to Open Enrollment Period for QHPs on HealthCare.gov

January 31, 2017

- March 1, 2017 Kynect decommissioned. SHOP continues until all plans
have completed 2016 plan year.




The Difference Between SBM and

SBM-FP

State-based Marketplace: Kentucky responsible for performing all Marketplace
functions. Consumers apply for and enroll in coverage through kynect website
established and maintained by Kentucky. Plan Years 2014 - 2016

State-based Marketplace - Federal Platform or SBM-FP: Kentucky considered to have
a State-based Marketplace, responsible for performing all Marketplace functions, except
that the state relies on the Federally-facilitated Marketplace IT platform (HealthCare.gov)
for QHP enrollments. Plan Year 2017 -

Assessment State: Kentucky has decided to adopt the Assessment model for Medicaid
eligibility determination. Kentucky will use the FFM for initial assessment of Medicaid
eligibility but Kentucky’s Medicaid agency, DCBS, makes the final Medicaid eligibility
determination, including redeterminations. Plan Year 2017 -




Kentucky’s Transition

Kentucky as SBM-FP

Kentucky will maintain a fully functioning website. kynect will direct QHP,
APTC and CSR eligible individuals to HealthCare.gov and Medicaid/KCHIP
eligible individuals to benefind.ky.gov.

Kentucky will maintain the kynect call center to provide basic information
and to direct individuals to FFM/HealthCare.gov or to benefind.ky.gov.
Support Professionals and Tier 2 lines will still be available.

Kentucky will maintain the DCBS call center for benefind and SSP.

kynect will continue to have an active staff, execute education and outreach
plan, manage a similar application assister program and process 1095 forms.




Kentucky’s Transition

Transition Summary

= Kentucky notified HHS
= Kentucky was given a list of milestones
= Kentucky has met each milestone to date

= Kentucky on track to transition to Federal Platform for next OEP November
1, 2016 to January 31, 2017

= Kentucky maintains all functionality for 2016, handles 2016 enrollments
through March 1, 2017 and continues operating SHOP through 2017.




Messaging




Kentucky’s Transition
Messaging

Start with high level
“change is coming”
message

“Things will
be okay.”

“There will “There will be
be help in KY

information
for people in about what to

do and people
to help you do \
it.”

Hantuschy's Healthcars Connaction



Kentucky’s Transition

Consumer Questions and Suggested Responses:

“Is this going to happen”?
Kentucky is on track to move to the federal Health Insurance Marketplace or HealthCare.gov for 2017. But, you will still be
able to get help with enrolling here in Kentucky.

“Is kynect going away”?

Nothing is changing for your 2016 enrollment. For 2017, you can still go to kynect to get help applying. And, the website,
call center, kynectors and agents will still be able to help you. 2017 insurance coverage will be online through the federal
Health Insurance Marketplace. You can go online to HealthCare.gov, call the federal call center 24/7, or get help from an
agent (like me) or a kynector here in Kentucky.

“What’s going to happen to my insurance”?

You do not need to do anything now. Nothing is going to change with your current 2016 insurance. But for 2017 (if you
have insurance) you will need to apply on the federal Health Insurance Marketplace (HealthCare.gov) instead of kynect. |
can help you. You can also go online to HealthCare.gov or call their call center which is open 24/7. You’ll get a letter and
other information about what to do and when to do it in October. Just give me a call.




Kentucky’s Transition

Consumer Questions and Suggested Responses:

“Will you still be able to help me”?
Yes, insurance agents will be helping with applications just like we’ve done in the past. kynectors (application assisters) will
also be available.

“Will I lose my payment assistance”?
The federal Health Insurance Marketplace (HealthCare.gov) will determine your payment assistance just like kynect did.
They will also pay it straight to the insurance company so you have a lower premium each month just like with kynect.

“Is my insurance going to be more expensive next year”?
Possibly, because insurance rates tend to go up every year. But on HealthCare.gov, I'll be able to help you shop for plans at
different prices and with different companies.

“Can | keep my same plan”?
You may be able to, but | don’t know. The insurance plans that will be available for 2017 have not been made public yet.

——
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Kentucky’s Transition

Consumer Questions and Suggested Responses:

“When do | need to enroll on HealthCare.gov”?
Open Enrollment starts November 1stand ends January 31%t, 2017. If you want your insurance to start on January 1st, you
need to enroll by December 15,

“What do | do if my family has both KCHIP and insurance”?
Your family members that have insurance will need to apply on the federal Health Insurance Marketplace (HealthCare.gov)
during open enrollment. Those that have Medicaid or KCHIP don’t have to do anything until it is time for them to recertify
that they are still eligible for Medicaid. | can help you enroll.

“What is benefind”?

benefind is Kentucky’s self-service website for Medicaid, KCHIP, SNAP, K-TAP and other Medicaid programs. It is designed
to help you apply without having to go to a DCBS office. If you have Medicaid or your kids have KCHIP, a kynector can help
you enroll using benefind.ky.gov. I’'m happy to recommend one in your county.

“I1f | have Medicaid, do | go to HealthCare.gov”?
No, you don’t have to. You can go to kynect or to benefind.ky.gov to start, update or manage your application.

T —
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Transition Messaging Reminder

Per CMS- no written messaging of any kind can
be given out to clients until approved at the
federal level.




Kentucky’s Transition

Plan
July-August

Research and plan transition messaging

Consumer testing on Media plan submitted ~ Text enrollment begins ARIEENG EEE R
o ; . provided current QHP
transition site begins to CMS for approval at outreach events, etc. client lists

Hold regional forums for agents, assisters, and

Start rollout of transition campaign

——
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Kentucky’s Transition

Call center workers

Anticipated start Transition messaging  Complete marketing Launch creative - fr Special message
c . . : . R begin transition
of FFM media begins on social media materials materials, in-field scripting and starts on toll free
efforts and notices distribution outreach efforts pting kynect line

prescreening

November

Go live of kynect.ky.gov website enabling transition to healthcare.gov and
benefind.ky.gov

January 31 2017 end of OEP

A 4

e —
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Message strategies

Website

Kynect.ky.gov as
launch pad to

healthcare.gov and
to benefind.ky.gov

Kentucky’s Transition

Social
Media

May include
Facebook
Twitter
YouTube
Linkedin
to promote events,
deadline
reminders and
guidance

Text Campaign

Launch a
campaign to
gather arobust
contact list to
communicate
relevant
messages

Call Center

kynect will
continue to have
current toll free
number to
answer
guestions and
provide

education.

Marketing

Includes all
creative materials
such as
advertising.
Will coordinate
with Federal
efforts.
E-newsletter
Postcards
Posters
Handouts
Other collateral

——
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Message strategies

i Events
Libraries List ==l

- . State Fair
We will provide

you with a list

of your clients
enrolled in
QHPs for
individual _

contact to help Retail

partnerships such
them apply on VG
FFM.

kynect Library events

developing a
closer
partnership
with public
libraries.

Community-based
Organizations

HealthCare.gov

HealthCare.gov
has vigorous
advertising
campaigns that
are anticipated
for Kentucky.

HealthCare.gov
Toolkit available

with print
materials and
advertising
guides.

A— e —y,
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Agents in the

FFM




Agents in the FFM

Agents will:

. Inform QHP clients of need to apply on
HealthCare.gov

. Assist clients with applications and enroliment

. Assist clients with understanding coverage options

. Recommend the best plan for clients




Agents in the FFM

How to Become Certified

There are two separate certifications:

1. QHP: managed through HealthCare.gov (available
late August/September)

2. Medicaid/KCHIP: benefind training provided by
DCBS (availability to be determined)

If you want to assist clients with Medicaid or KCHIP (for

example; a mixed household) you will need the additional
benefind training.

T —
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Agents in the FFM

Working with Issuers on the FFM

QHP issuers have authority over their affiliated agents and
brokers via the appointment process. QHP issuers must check
all of their appointed agents’ and brokers’ state licensure status
and verify they fulfilled the FFM registration requirements
before allowing them to access the issuers tools and assist
consumers via the issuer based pathway.




Agents in the FFM

Training and Timeline
FFM

* kynect has requested Instructor Lead Training for kynectors and Agents and areawaiting
a final response. Online, modular training will be available.

* The amount of time it takes to complete the training will vary from person toperson.
e Historically FFM training material is available in late August to early September.

* kynect will assist you with how to certify on the FFM

Benefind

* kynect will provide guidance on navigating KHBE’s new training portal and kynect’s new

landing page. kynect will help in informing you of benefind training from DCBS and
communicate the timeline to you.

_——

kynect
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Agents in the FFM

Toolkit

Agents have access to resources provided by CMSincluding:

Training Resources

Fact Sheets

Sample Forms
Regulations and Guidance
Webinars

Newsletters




GET IMPORTANT NEWS & UPDATES 8 HEALTHCARE.GOV BLOG

Sign up for email and text updates to get deadline reminders and other important information.

June 23

Having a baby? You may be able to get or change health insurance
SIGN UP outside Open Enrollment

PRIVACY POLICY
June 09

Attention: Report household and income changes to the Marketplace

SEE MORE

RESOURCES CONNECT WITH US
About the Affordable Care Act For the Media ‘&‘ Questions? Call 1-800-318-2596
Regulatory and Policy For Researchers A Find Local Help
Information
For States BB Visit the HealthCare.gov blog

For Navigators, Assisters &

Partners Information in other languages ily B o

For Agents & Brokers

SITEMAP | GLOSSARY | CONTACT US | ARCHIVE NONDISCRIMINATION / ACCESSIBILITY | PRIVACY POLICY | PRIVACY SETTINGS | LINKING POLICY | USING THIS SITE | PLAIN WRITING

/"y, Afederal government website managed by the
| U.S. Centers for Medicare & Medicald Services.
b 7500 Security Boulevard, Baltimore, MD 21244

M

Back to top 1

.

kynect
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Home | About CMS | Newsroom | FAQs | Archive | Share & Help 2l Print

CMS = g OV Leam about your health care options _Search

Centers for Medicare & Medicaid Services

" T Medicare-Medicaid Private Innovation ulations & Research, Statistics, Outreach &
Medsciare Medicaid/CHIP Coordination Center uidance Data & Systems Education

CCHO Home = Health Insurance Marketplaces = Resources for Agents and Brokers in the Health Insurance Marketplaces

C ( : | I O The Center for Consumer Information & Insurance Oversight

Resources for Agents and Brokers in the Health Insurance Marketplaces

Programs and

Initiatives

Contents
Consumer Support and - Background
Information

= General Resources

Health Insurance Market

Reforms = MNews for Agents and Brokers

= Agent and Broker Webinars
Health Insurance
Marketplaces = Plan Year 2016 Open Enrollment

= Registration for the Federally-facilitated Individual Marketplace and the Small Business Health Options Program

rson Assi
In-Person Assistance in (SHOP) Marketplace

the Health Insurance

Marketplaces = CMS-approved Vendors offering Plan Year 2016 FFM Agent and Broker Training
Qualified Health Plans = Agent and Broker Federally-Facilitated Marketplace (FFM) Registration Completion List
State Marketplace = Agent and Broker Federally-Facilitated Marketplace (FFM) Registration Termination List
Resdurcos = Web-broker Program for FFM Agents and Brokers

Small Business Health « Web-broker List

Options Program

(SHOP) = Eligibility Application and Enrollment

Insurance Programs = SHOP Marketplace-Specific Resources

= Links to Agent and Broker Industry Trade Associations
Other Insurance Protections

e ——
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Agents in the FFM

Resources for the FFM

Healthcare.gov
https://www.healthcare.gov/

CMS.gov

https://www.cms.gov/cciio/programs-and-initiatives/health-insurance-marketplaces/a-b-

resources.html



https://www.healthcare.gov/
https://www.cms.gov/cciio/programs-and-initiatives/health-insurance-marketplaces/a-b-resources.html
https://www.cms.gov/cciio/programs-and-initiatives/health-insurance-marketplaces/a-b-resources.html

Facilitating an

Enrollment




Facilitating an Enrollment

Where Do | Start?

kvnect.ky.gov

* You can still access the 2016 kynect website through
02/28/2017.

* The existing kynect landing page will be used until
11/1/16 with an announcements feature to notify users
about 2017 Open Enrollment




Welcome Guest  Login  About  Help  ENGLISH ¥

oo TS

Beginning November 15t 2016 kynect.ky.gov will have a new look.

Open Enrollment Period for plan year 2017 is November 1, 2016 to January 315t, 2017.

There will be no passive renewals for Health Insurance Plans this year.

All QHP qualified individuals must complete an application and enroll at HealthCare.gov for 2017
coverage.

When you visit kynect.ky.gov after November 15, you will still be able to manage your 2016 enrollment
and search for local assistance. You can use the prescreening tool to learn more about coverage options
you may qualify for and be directed where to apply.

For questions about these changes and how to get coverage call Customer Service at 855-4kynect(459-
6328).

Welcome to kynect, Kentucky’s Healthcare Connection. Find Agent or kynector

Quality health coverage. For every Kentuckian.

Get Kynected. On the go. @
Download the free kynect mobile app

Renewing Insurance?
You're eligible to sign up for
kynect today and may qualify
for discounts.

Get Answers

e on - Avallable on the
;.\ Google play E App Store

TRITIAAE & AT LI/ O I LA T



Facilitating an Enrollment

Where Do | Start?

kvnect.ky.gov

* The new kynect landing page will be effective on
November 1, 2016




Welcome Guest | Login | About | Help | ENGLISH ¥

Kynect benefnd

—

Get Help In-Person. Click below to get help from people in Kentucky trained to help you enroll in
health insurance plans, Medicaid and KCHIP.

kynectors/Application Assisters Insurance Agents

Click Here for 2017 Health
Coverage.
Report life changing events Find out which coverage

and request special you qualify for and get
enrollments for existing enrolled: Medicaid, KCHIP,
2016 coverage. and Health Insurance Plans.

~ Click Here for 2016 Health
Coverage.

Are you a Small Business Employer or Employee?
Click here to get information about your 2016 and 2017
2rage.

1-855-459-6328




Facilitating an Enrollment

kynect.ky.gov

Get Help In-Person. Click below to get help from people in Kentucky trained to help you enroll in
health insurance plans, Medicaid and KCHIP.

kynect will link individuals to healthcare.gov search page.
Searches on HealthCare.gov are by Zip Code, city or state only.

HealthCare.gov

Find someone nearby to help you apply.

People and groups in your community can help you apply, pick a plan, and enroll — all for free. Most
are available to meet in-person.

Enter your ZIP code or city and state

e.g.,'33109' or 'Austin, TX'



. Contact your local
Kynector agency.

[ ] KIPDA



Facilitating an Enrollment

Where Do | Start?

benefind.ky.gov

* benefind is Kentucky’s portal to apply for assistance and support
programs.

« Medicaid/KCHIP eligible individuals

« If someone applies through benefind but qualifies for a QHP, their
application will transfer to the FFM.




Assntance & Support Programs for Kentuckians

Welcome to benefind

benefind allows Kentucky's nmies to eaisoly ;ooc.ess
pubc .amsunce benef,u and infom\ation 24/7
through an onfine oppl,at,on and ...:count. Thi! goal of
Kentudcy's publ,c a$S1Stah<e progr.ms rs to build
strong fam1f,es and obtain I'VICM wch as food. u.i:h
and mftflcal ass,nance to become s.If suffiClen You
ccln use benefind from .1ny computer that I Intetnet
access.

Assistance Programs

= Suppleltldnt.af Nutr!lJOn A.srsunce, Progtam
[SNAP}  helps individuals and famtfies streufl
their food budget Mid buy he.ilthy foods.
Kentuclty Tr.insnlonal Asmtance Prot.1r.im (ICTAP) «
provides ush ilsin.nce to famdre wrtli chddren
to help p.1)1 for bu,c nffds sud'i is rent, utilities,
andoYh thousehold expense,.

Mftltc;iid =o!Tl!rs as.s,nance to help cowr costsfo,
needed medZ1uf c,ue ,ncludmg pr-nttve health

c.ire

How can benefind help me?

Thraugh benefind, ,nd,VIdu.ols and famie c;in
Prescreell to detenmne ,f you illld your family
may be ef,g,ble for benefru;

Startanappl,cn,on for benefits;

At<e$$ nd rel/lew basic information about ywr
benefits;

Report changes to your beMfn cue;

Submtt requtsted venfic.a.tion do<um ts; and
V,ew all slectroruc nouc arid correspondence
related to your c.au.

Check for Eligibit

When you submit your .ipplrcation or report a change, the
,nforrnanon will bl! sent to the Deparunenr for Community
Based Ser..,ces (DC8S) for processmg An 1mer,lew may be
needed to oblilln any other JnformiltJOn needed to de;ennme
your elig1bili'ty

Lers Get Started

Pluse Note You may want to ..11ow w,o weelts before ulling to
chKk on the st,nu.s of your appliUtlon

If you do not wan to unlize benefind, you m ay .ilso make an
.ipplKat,on or rllport iichange bl/"

Contact the DCBS Faimilly Support Call CMter i
BSS-3-06-8959.._

Mad or fax a hardcopy jppl.cnon to

DCBS Fam4y Suppon

PO.80>t 210¢

t="ranlcfortl<Y <lOW2

Fax Number: 502 S73-2007\:

Click if you would like to get help from
people in Kentucky trained to help you enroll.




Facilitating an Enrollment

Where Do | Start?

healthcare.gov
e All QHP applications will need to be entered and submitted through

healthcare.gov. No previous year information will transfer to
healthcare.gov.

e If an individual applies on healthcare.gov but potentially qualifies for
Medicaid, their application information will transfer to benefind.
DCBS may need further information and/or an interview tocomplete
enrollment.

e Agents and Brokers can help consumers enroll using HealthCare.gov
or by using a QHP issuer’s or web-broker’s website.




e } https://www healthcare.gov ‘ﬂMSN.co... ( = KHBETr... I :—}tris.eku.e...‘ 2 tris.eku.e...‘ G messagi.. | & marketpl...| & marketpl... | % Applicati... | % Notices |... ‘ B8 Get2... » ‘

HealthCare.gov Individuals & Families Small Businesses Log in Espafiol

Get Coverage Change or Update Your Plan Get Answers ~

Need health insurance? See if
you quality

You can enroll in or change plans if you have certain life changes, or qualify for Medicaid or
CHIP

SEE IF 1 CAN ENROLL SEE IF | CAN CHANGE ’\

Want a quick overview first?

E» NEED TO SUBMIT DOCUMENTS TO VERIFY INFORMATION? SEE HOW TO VERIFY

B = c B

FIND YOUR 1095-A GET 2015 EXEMPTIONS INCOME/LIFE CHANGE? CONTACT US

SEE HOW FIND EXEMPTIONS UPDATE NOW




Facilitating an Enrollment

Where Do | Start?

Special Circumstances may require you to go to both HealthCare.gov and
benefind.ky.gov

For mixed eligibility households (example: parent QHP and children KCHIP):
Currently our best recommendation is to enroll the parents as early in open

enrollment as possible on HealthCare.gov. The kids stay on benefind until their
recertification date.

For individuals with new enrollments on the cusp of QHPeligibility:

Currently our best recommendation is to enroll them as early as possible (early

November) in HealthCare.gov. If they are potentially eligible for Medicaid, the
FFM will transfer their file to DCBS.

T —
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Facilitating an Enrollment

YOU DO NOT NEED TO GO TO EACH WEBSITE

kynect.ky.gov
* Prescreening, finding local assister, 2016 information, portal to othersites

healthcare.gov
* All QHP applications will need to be entered and submitted through healthcare.gov. No previous
year information will transfer to healthcare.gov.

* If anindividual applies on healthcare.gov but potentially qualifies for Medicaid, theirapplication
information will transfer to benefind.

benefind.ky.gov
* Maedicaid eligible individuals

* Agents will have their kynect dashboard for benefind and SHOP

_——
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Facilitating an Enrollment

Enroliment Steps

There will be no passive QHP enrollments for plan year 2017 or transfer of
client information to Federal database.

kynect will share best steps to follow for different types of clients.

Application on HealthCare.gov is very similar to the application questions you
are already using.

There is a screen in the HealthCare.gov application to enter your name and

National Producer Number (NPN) number when assisting a client. This is not
the same as being associated with a case in kynect.

T —
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Facilitating an Enrollment

Enroliment Steps

ID Proofing is through the online system. We are talking to CMS about manual ID
proofing.

Appeals process available on HealthCare.gov

Marketplace Call Center operates 24/7




Lessons Learned




Other States Who've Transitioned:

Lessons Learned

Oregon, Hawaii, Nevada and New Mexico have transitioned from a SBM to SBM-FP.

™~ e ™ B
May need to assist with [ ( )
creating an email account, There is specific
creating a password, ; . . .
- accessiﬁ epmails o Messaging is important Being on FederaI.PIatform information that is
2ssing  anc has benefits needed on each
selecting communication document
preferences
y . J/ \ y, \ J
( ) 4 ) 4 N 4 )
Oregon was able to focus Name, social
|| Something you can start Be a resource for effo;t 02 hc:jld;]ng summits securitY nu.mber,
now reassurance and information —| 2andanoadshow across application
the state for Agents and number and date
Assisters. of birth
\ J \_ J \ J
~___/

————
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Questions

We know that you have many more questions.

e Thisis the first in a planned series of informational webinars.

 We have shared everything we currently can with you.

* More detail will come on how the transition message will be
conveyed to consumers and the agent role in that communication.

* Per CMS, we can answer questions from consumers, but not
provide them with any written material until September.

* More detail will also come on how to help your clients with RFls,
work with client email accounts, and represent your clients while
talking to the federal call center.

* What are your questions about this webinar?

——
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June

kynect and the FFM Transition for Agents Webinar

June 29, 2016 2PM

Questions and Answers

On the October notice, will the agent be listed for contact?

Yes.

Are we going to have to manually redo every one of our citizen’s application in the federal
exchange during open enrollment or will this transition happen automatically when Kynect isno
longer active?

There will not be any passive enrollments or transactions for 2017 enrollments. Each client will
need to do a new application on healthcare.gov for QHP/APTC. We will be sending a list of your
QHP/APTC clients to you before open enrollment to help you in that process so you can reach

out to your clients.

When the notice goes out in October, will the current associated agent’s contact information be
on the letter?

Please see response to question 2.
Will we need to certify on kynect as well as on the Federal Market place?

You will only be required to certify on the Federal Marketplace for 2017 open enrollment, and
complete the DCBS Benefind training if you wish to be able to assist with Medicaid applications.

Will the agent be able to see his existing kynect clients on the FFM website - explain the
mechanism?

To our knowledge, the FFM does not have a similar agent dashboard. Agents may be able to
access client information form the issuer’s website (direct enrollment); or from a web broker

platform.

What certification process do current kynect agents need to complete to be able to sell on the
Federal Exchange/FFM?

The FFM certification process is addressed in the webinar, please refer to the slides.
What about accounts where the parents have QHP but children are on KCHIP?

These individuals will need to apply on the FFM for the parents and the children’s coverage can
be managed in Benefind.



June

10.

11.

12.

13.

14.

When notices go out to members, will the current agents contact info be included on the
notices so we won't lose our business to someone else?

Please see response to question 2.

Will being Benefind certified allow us to make changes and access portals we haven’t been
previously able to access, for example the things we had to be transferred to DCBS for, such as
rerunning eligibility for citizens?

Once trained in Benefind, you will be able to enter application information for Medicaid.
Will we have to certify on kynect as well as the FFM?

No, if you wish to participate on the FFM, you will need to take the required training and
register on the FFM for QHP/APTC. If you choose to assist with Medicaid or other state
assistance programs, you will be required to complete the DCBS Benefind training.

| am gathering that we are going to have a month and a half 11/01-12/15 to complete a new
application (that is not going to transfer info automatically from kynect to FFM), run eligibility,
go over options with citizens, and enroll them in a plan after they have made their decision to
avoid anyone having a lapse in coverage. s this correct?

Yes, if your clients want to be sure they get a 1/1/17 effective date, the application and plan
selection must be complete by December 15, 2016.

Can we be eliminated from the agent search list in the FFM, if we request?

If you wish to participate on the FFM, you will need to complete the training and register and
then your information will appear on the federal agent list. If you wish to be removed from the
list, you will need to contact the FFM for instructions.

We have heard that there is a hidden fee of 1% on kynect and 3.5% fee on HealthCare.gov.
Could you please confirm?

There is an existing insurance company assessment fee that applies to all health insurance and stop-
loss policies. In Kentucky, this assessment fee is 1%. The federal marketplace may assess a user fee
of up to 3.5% for policies issued on the FFM. This amount is added to the total cost of the plan. This
user fee is established annually.

The FFM website for our Indiana and Ohio clients does not have an agent dashboard nor are
agents allowed to complete applications on behalf of clients as we do on kynect. Will this be
different for KY clients?

No, we believe that some web broker sites may offer a dashboard as part of their package, but
to our knowledge, healthcare.gov does not.
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Let’s suppose one agent has somewhere between 300-400 applications with active QHP plans
through kynect. Any suggestions on how to get these people transitioned in that limited
timeframe between 11/01-12/15?

We have requested from CMS that Kentuckians be able to go ahead and create their accounts
early before open enrollment, but have not been advised yet. However, we will be providing
you with a list of you QHP/APTC clients so that you can go ahead and begin your outreach.
Consumers can also complete the application online themselves.

Will agents be able to enroll clients on the FFM website?
You will be able to enroll your clients through the clients account or direct enroliment.

After our clients re-enroll themselves with FFM, will we be able to access their case like we
currently do through kynect? If we can't see their case, we cannot help them. Please explain.

Best practice would be is to have either an in-office appointment and log-in to the client’s
account while they are with you, log in and speak over phone, or direct enrollment through the
issuer’s website.

So they have to give the agent their client log in information and have the agent log in asthem?

We do not suggest sharing client log in information unless they are there in your office with you
and can log in on their own.

If the agent does not have a FFM website like kynect to enroll clients, what is the use in agents
assisting clients?

The professional knowledge of an insurance agent of the insurance business is extremely
valuable to the client. The application may be confusing to individuals and navigating through
the plan options to shop and compare, and networks are still very challenging for a lot of
people.

What about clients who don't use a computer?

You can assist the individual in creating their account, but should not create it for them.
Consumers can also call the federal call center to complete an application if they do not have
access to a computer.

If we are enrolling a family and the parents are QHP eligible but the children end up being
eligible for KCHIP or Medicaid, do we have to be Benefind certified in order to write the

business?

Yes, to do a mixed household, you need both FFM and Benefind training.
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So, we have to set up an e-mail account for client as well as helping them enroll? Are
commissions increasing as a result?

You are not required to assist the client with setting up an email. You have the option of
sending them elsewhere if you do not want to continue the enrollment with them. We have no
authority over any commissions for agents.

In order to set your client up an FFM account, they have to have anemail?

This is correct.

Does FFM allow uploading documents the same as kynect does?

Yes, through the client’s account.

Please clarify. Is CMS approval required for agent written communication with client regarding
FFM?

If the client is willing to share their information with you as their agent, that should be all you
need. However, the FFM will not discuss a client’s account unless you are the designated agent
and they have the permission of the client to speak with you.

When will kynect know if they can conduct FFM training sessions?

kynect will not be conducting the training, the FFM will provide training. This training is
provided online through CMS.

So we create our clients a new app in FFM and enroll them and somewhere along the way we
have to select ourselves as the agent in this enrollment process?

There is an opportunity to report your national producer Number (NPN) during the enroliment
process.

If | am already FFM certified can | begin to have my KY clients go ahead and create a user profile
on Healthcare.gov?

Please see answer to question #15.

Please confirm: | understand that all our clients will need to re-enroll themselves by themselves
on the FFM and that they must remember to add the agent’s name and NPN.

Yes, but you can schedule an appointment to help them with the application to ensure they get
the agent’s information correct.

Then once they have established their account, we (the agent) might be able to access their
account by logging in as the client. Is this correct??
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No, you should not log into your client’s account as the client. We suggest asking your carrier’s
for any process to verify that the agent’s information on the enroliment was received or if it
could be updated.

In my previous FFM training, | was taught that | was not allowed to enroll the client. Are we or
are we not allowed to sign-up a client for coverage?

Yes, you are allowed to assist the individual with completing the application and selecting a plan
as long as you are a licensed agent with the correct issuer appointment, have completed all of
the required FFM trainings and are certified by the FFM, and the individual client is with you in-
person or on the phone and you have their permission.

If you go directly through an issuer's portal, can you enroll a client fully or do they still have to
start the app?

An agent or broker initiates the issuer-based pathway by logging on to the issuer’s or web-
broker’s website and is securely redirected from the QHP issuer’s or web-broker’s website to
HealthCare.gov to complete the eligibility application with the consumer.

Once the agent or broker has completed the application with the consumer and receives the
consumer’s eligibility determination from the FFM, the agent or broker is securely redirected
back to the QHP issuer’s or web-broker’s website to assist the consumer with QHP comparison
and enrollment.

Are you searchable on the FFM if you have not certified?

If you are not certified by the FFM for participating as an insurance agent to assist individuals,
then you will not be available for a consumer to choose you from the search feature in
Kentucky. Only the search assister/agent feature contains fully FFM trained and certified agents
and assisters.

Please confirm: Are you suggesting that we meet with all or existing clients (within a 1 month
period) in our office and supervise them while they set up their account, add our name & NPN
and complete the enrollment process from the agent’s computer. Then, after that is done, how
does the agent get into the clients account? Will we be able to see all of our clients from the
agent dashboard like we do know in kynect? Or, must we log in as the client?

No. Consumers can complete their application online, by calling the Federal Health Insurance
Marketplace call center, or by working with an agent/application assister. You will receive more
training going forward on how to assist your clients and with accessing and managing client
cases. Questions regarding the functionality of the FFM should be addressed to the FFM and
may be addressed in the FFM trainings.

Is it impossible to enroll into healthcare without a computer? Or just not able to utilize an
agent?

Yes. An individual may call into the Federal call center to create an account.
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If a client starts an application on the FFM, how do we as an Agent help them choose a plan if
we do not have access to see what they qualify for?

The FFM (healthcare.gov) has a window shopping (browse plans) feature that allows anyone to
view the plans available for a zip code. An agent could use this functionality along with any
eligibility notice that the individual may have received to add in plan selection.

How is the agent of record changes handled?
This would be a question that should be directed to the FFM or the carriers.

Would you advise an insurance agent to just get out of the health insurance part of business
now to avoid lots of headache?

We are not able to answer this question. That is entirely a personal choice.

If someone sets up an email account in the library, how is that a person’s personal email and not
a "dummy" email?

The majority of email providers require registration including the creation of a user name and
password to access the email and any messages associated with that account. Only the email
account creator would have that information.

What about people that do not have Internet? Or a computer for that matter?

These individuals can utilize their public library for internet and computer access, or they can
call the Federal call center and apply over the phone. Additionally, if an agent desires to provide
in person assistance to this population, the agent can assist the individual at the agent’s office.

Clarification: 1. Citizens must enroll themselves on FMM and we cannot help them? 2. They
have to put our NPN# and name on their app? 3. Citizens must have an email address? 4.
Agents cannot have access to their information on FMM in order to help them choose a plan?
How are we going to help them?

1. Citizens may enroll themselves online, through the federal contact center or they can seek
assistance from an agent or assister. The agent or assister cannot create the citizen
account, but the agent or assister can help an individual create and enroll through their
citizen account on the FFM.

2. The individual has an opportunity to provide the NPN and name of the agent who assisted
them. There may be other opportunities for an agent to receive credit for an enrollment.
The agent may wish to contact the FFM or the carriers to determine if they may receive
credit for an enrollment if their NPN was not provided at enrollment creation.

3. If anindividual wishes to create an online account with the FFM (healthcare.gov), the
individual will need an email address.

4. Itis our understanding that agents may provide assistance by calling in to the Federal call
center with the individual on the line. The agent may be able to schedule time to meet with
the person and allow the person to log into their FFM account to view plans or the agent
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may use the window shopping (browse plans) feature on healthcare.gov to assist (see question and
answer #35).

Is there a list available of the web brokers that are going to be available in KY?
Once certified, they will be in the FFM search database for assistance.

Will the communication to clients be crystal clear, that they must enroll to have coverage, as most of them
will assume it will migrate as it has in the past?

Yes, we have attempted to make the consumer’s notices clear. We appreciate the assistance of our agent
partners in guiding consumers to the correct path for enroliment.

It appears that the FFM just simply does not want Agents to help citizens. How are we to be paid
commissions if we do not help people?

Agent assistance with FFM enrollments is possible and desired. You may need to inquire with the issuers that
you are appointed with regarding commissions.



